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IIA\ VA II INFORMATION CONS ORTI Ul\iI 

OVERVIEW 

Thi s Statement of Work (SO\X0 document identifie s the respon sibilities between the Co un ty of Hawaii 
Department of Liquor Co ntr ol "PARTNER" and th e Hawaii Informati o n Co nso rtium, LLC (HIC), the 
Intern et P ortal pro vider for the State of Hawaii. This docum ent is subordinate to the requir ement s stated in 
RFP -08-11-SW, Int ernet Por tal Manager and Service Pro vider, l II C's Propo sal and the contract between the 
State o f I lawaii and l IIC dated December 3, 2007. 

Thi s Statemen t of \Vor k covers general topic s that deal with electronic entry, acceptan ce, and proce ssing of 
Liquor Control forms and payment proc essing. 

SERVICE LEVEL AGREEMENT 

Thi s Sta tement of Work (SO\'\!) is subordinate to the Serv ice Level Agreement (SLA) between the PAR TNE R 
and I IIC signed and dat ed on Jun e 15, 2015. Thi s SO W is subject to all ter ms and co nditi ons ther eo f unle ss 
specifi cally designated as excepti ons in this document. 

PURPOSE STATEMENT 

The purpo se of the proj ect is to assist the Departm ent of Liqu or Co ntrol with streamlinin g the intake proce ss 
for licenses and permit s and with meetin g the public demand for online credit card payment. 

OVERVIEW OF CURRENT PROC ESS 

,\ppli cant s fill out paper forms for licenses and permit s, and mak e payment s by check . 

SCOPE STATEMENT 

I UC will develop the following: 

I. O nlin e forms for: 
a. Liquor License Origina l 
b. Dir ect \Vine Shipper Permit 
c. ,\dditi onal form s as reque sted 

2. O nline acceptance o f payment by credit card o r e-chcck. 
3. PDr generati on of Permit 

Out of Scope 

I ;eature s and functionality not explicitly stated in this SOW arc considered Out of Scope and will not be 

impl emented. 
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PORTAL ADMINI STRATION F EE , TRAN SACTION FEE , OR NO F EE 

f'or all transactions co mple ted, there will be a Portal Admini s tra tion Fee of 10% . Sec App endi x fo r fees. Th e 
Portal 1\ clmini strat ion Fee includ es all transact ion-process ing fees charged by the 3,c1 p arty credi t card 
tran saction processo rs. Thi s fee will be indi cated on a separat e line item befo re checkout. If PART NE R wishes 
to abso rb f !IC's fee at a later tim e, th at change can be mad e and ot her fee nego t·iations with out changes to thi s 
SOW. 

T he Po rtal Admini strat io n Fee shall be clccluctccl fro m the gross am oun t co llecte d o nlin e befo re th e net amount 
is remitt ed to P ART N ER via AC f I on a wee kly ba sis. Thi s schedule m ay be chan ged with no tice from 
Pr\Kl NE R. 

1\n y cos ts incurr ed by f !IC assoc iated with un successf ul co nt est: of a charge-back, cancellation, or insuf ficient 
fund s will be invo iced to P r\RT NE R as explained below. T he paragra ph s below assum e that I IIC has already 
disbur sed th e fund s to PA RTNE R. 

Credit Card Chargeback s 
HJ C will m ake an initi al effort to co llect on all ret urn ed pa ym ent s, credit card chargebacks, etc. f-lIC's 
cus to mer service staff will end eavor to satisfy me rchan t bank requ es ts. In the eve n t that HI C is un able to 
successf ully co nt es t a cre dit card chargc back, I !IC will invo ice PART NE R the original am ount remitt ed plu s 
a $5 cha rge- back fee. 

ACH Returns (consolidated ACH via HIC only): 
Beca use th e national AC ! I netwo rk docs no t supp ort real-ti me acco un t verificat ion, so me cChcck (1\ Cf-1) 
tran sact ions ma y be ret urn ed clue to insu fficient fund s o r becau se the bank acco unt in formati o n was ent ered 
incor rec tly by the custo m er. f-IIC will attemp t to m ake initi al co llec tions on return ed pa yments . If f-lIC is 
un able to co llec t th e fund s within 7 bu siness clays, I !IC will invo ice PARTNE R the original am ount remitt ed 
to PARTNE R plu s a $30. 00 return fee. 

An y and all fees and pa yment policies ma y be altere d by mu tual agr eement in writing b etwee n PA RTN E R and 
1 IIC. 

PROJ E CT D EV E LOPM E NT COSTS 

G ive n f IIC's curr en t un de rstandin g of the sco pe of services, there will be no cos t charged to P1\RT NE R. for 
deve lopm ent of thi s appli catio n. If , at P1\ RT NE R.'s requ es t, th e sco p e changes to enco mpa ss more 
fun ctionality, th ere may be a cb ·clopm ent fee assoc iate d with the new deliverab les. r\ ny additi onal developm ent 
fee requir es an ame ndm en t to this doc um en t. 

MAINT E NANC E & SU PPORT FEES 

Thi s p roject shall no t incur maintenance & supp o rt fees. 

D E LIV E RABL ES 

D elivera bles may includ e: 
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• Statem ent o f \Vork 

• D esign prot o type 

• Fun ctional applicati on deployed in TE ST environm ent 

• O ne trainin g sess ion for PARTNE R personn el 

• Fun ctional appli cation deployed in PROD environm ent 

SCH E DULE ESTIMATES 

Th e project will be carried out accordin g to a Milestone Sch edule, which will be agreed upon by HI C and 
P,\RTN ER. I t is under stood that the milestones and timclin c below arc es timated, and may be chan ged to 
accomm odat e new requirement s of PARTN ER or HI C, or to compl y with guidanc e received by HI C from 
the Access Hawaii Committ ee. All time estimat es can be extend ed if mutuall y agreed upon. 

Milestone Schedule 

Estimated 
Completion 
Date Description Deliverable 

TBD Complet e Statement of Work Signed SOW 

TBD .-\ppli cation D esign D esig11 pro tot-vpe 

T BD .-\pplicati on D evelopm ent 

TBD .-\pplication Tes ting Application deployed in TE ST environm ent 

TBD P.-\RT NE R T rainin g 
One training session for P.\R T N E R 
I personnel 

TBD .-\pplicati on Launch ,\ppli cation deplore d in PROD environm ent 

RISK ASS E SSM E NT 

N o risks have been iclcntifiecl at this time. 

D E LIV E RY 

The service will be deemed co mplet ed and delivered on the elate it is installed int o I-IIC's producti on 
environment. "Producti on environment " shall mean the techni cal environm ent and configurati on in which 
l lI C's existing onlinc services arc operated and managed ind epend ently fro m HI C's tes ting and development 
environment. Either writt en notice o f applicati on acceptan ce by P ,\RT NER, or writt en notice of the 
spe cifications that the appli cation does not meet mu st be received by HI C within seven (7) working clays o f 
delivery o f the appli cation. If such notice is not received within seven (7) wo rking days, the application is 
deemed accepted. "Live" use of th e appli cation con stitut es acceptan ce und er this Statement o f \Vo rk. 
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MAINTENANCE AND SUPPORT 

,\ ftcr the application is dclivcrccl, as defined above, f !JC will pro vide supp ort for the prop er installation and 
ongo ing general maintenance and operation of the curr ent relea se of the application . HI C shall use 
rea so nable effort to provide troubl eshoo ting l"O correct any error s in th e application and issues reported by 
PAR'l'Nl· '.R. 

HI C will notify P ,\RTN E R via email or ph one of operationa l prob lems which impa ct services for more than 
30 minute s durin g bu siness hours or 4 hours durin g non-bu siness hour s. Ph one will be used if there arc 
networ k issues. 

Upon receipt of no tice of an error, exce pti on, or enh ancement request, 1-!IC will assign a pri ority level to the 
error or issue in acco rdan ce with the following cr iteria: 

• Priorit y i \ - An error that result s in the app lication bein g sub stantially or com ple tely nonf uncti ona l 
o r inoperative . Th ese issues shall be addr esse d within 6 bu siness hours (See 24 x 7 Te ch Supp ort 
sec tion). Tf an issue cann ot be reso lved within th e 6 bu siness hour s, a reso lution plan mu st be 
pre sent ed by the Partn er Liaison, P roject fvlanagcr, Ge neral Manager , or Director of D evelopment to 
th e P,\RT NER . 

• 	 Pri ority B - ,\n erro r tha t results in the appli cation operatin g o r performin g other than as 
repre sent ed in the De sign o r in a mann er that com plica tes its use or navigability, but which docs no t 
have a materia l adverse impa ct on the performance of the site. ,\n est imate of completi on will be 
pro vided within 2 bu siness clays. 

• 	 Priority C - i\ simpl e text or graphic (non-clesig11) chan ge. 1\11 estimat e of co mpleti on will be 

provided within 5 bu sine ss clays. 


• 	 Priorit y D - ,\n appli cat ion design change . The f-lIC Partner Liaiso n will schedul e a meeting to 
discuss goa ls, audi ence, and o ther issues related to the design change . 

I IIC will make reasona ble efforts to co rrect errors or pro vide a work -around so lution for each pri or ity level 
and, if a work -around is the imm ediate so lution , will make reaso nable efforts to prov ide a final reso lution of 
the error. 

HI C will work with Pr\RTNER staff in the event of an issue resulting fro m a change submitted by the 
P ,\RT NE R. In the vast maj or ity of th e cases, I !IC staff will be able to ro llba ck the changes to reso lve the 
issue. In the event" that there is significant wor k required to reso lve the issue, I-IIC may charge the P ,\RT NER 
for the l"ime spent reso lving th e issue. Issues that arc a result of f !IC changes will be addr essed imm ediately 
and no charges assoc iated with the time spent to reso lve the issue will result. 

24 X 7 TECH SUPPORT 

flI C scn ·er systems arc co nstantl y mon itored for seamle ss operat ion 24x7x3 65 clays a year using N r\GIO S 
networ k monit or ing sof tware . Th e sof twar e checks the stat us of f I"ITP , SSL, and FfP services every thre e 
minut es. If there is an issue, th e soft ware aut omatica lly send s an e-mail to the Syste ms Admi nist rator's and 
D irector of Dev elopment' s (DOD) cellular telephone . The System s r\clmini strat or and/ or Dire ctor of 
D c\'elopmcnt will then respond as appro priat e to the problem. Th ere are num erous additiona l monit or ing 
script s that arc also pro grammed to e-mail the f !IC DOD if the file tran sfer operati ons arc no t handle d in the 
prop er fashion. 
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If HIC cannot so lve the problem within six hours on bu sine ss days or 12 hour s on weekends o r holida ys, the 
HI C Dir ecto r of Developm ent will notif y the HI C Ge neral Mana ger. If the appli cation is unavailable a 
message will be po ste d by HI C to web users that th e site is temporarily down . 

If a Priori ty 1-\ issue arises that is not covered und er the aforementioned explanation, the JIIC support team is 
available 24 hour s a day at 808-695-4627. 

SOFTWARE MODIFICATIONS AND ENHANCEMENTS 

At P ARTNER's regu est, f IIC will consider developin g modifi ca tion s or additi ons that mat er ially change the 
utilit y, efficiency, functional capability, or applicati on of the so ftwar e ("Enhancements") at such charge and 
on such schedul e as the partie s may mutu ally agree in writing. Such modification s or additions will be 
und er taken on a proj ect ba sis, subj ect to review and approval of the Access Hawaii Co mmitt ee. 

RE SPONSIBILITIES OF THE PARTNER 

PARTN E R will designate a Proje ct Manager with respon sibility and authority for review and appro val of 
delivera bles under this SOW. 

In order to accomplish the tasks outlined in this SOW and pro vide the deliverable s in accordan ce with the 
project plan and timeline, HI C will reguir e the following from PARTN E R by th e agreed upon elates . If 
PAR "l NER docs not pro vide any of these items by the reguir ecl elate, deliver y date s for HI C deliverables will 
be revised accordingly. HTC will not be held responsible for delays in the timetable due to unavailabili ty of 
data or reso ur ces from PARTN ER .. 

• 	 PARTN ER will pro vide timely authorization for the project and for each approval requir ed durin g 
the proje ct. 

• 	 P1\RTN E R will pro vide written functional reguirem ent s for all system components. 

• 	 P i\RTNER agrees to de signate co nt ent -knowled geable reviewer (s) to review each deliverabl e prior to 
acceptanc e to ensure that acceptance repre sents an inform ed commitment. 

• 	 P1-\RTN E R will pro vide kno wledge transfer of necessa ry IT knowl edge, environment and business 
proc esses. Verbal walkthrou ghs and documentation will satisfy this respon sibility. 

• 	 PARTN E R will pro vide content info rmati on to be pr esent ed on the website. 

RESPONSIBILITIES OF TH E HAWAII INFORMATION CONSORTIUM 

HIC will provide a Proj ect Manager to serve as the prima ry po int o f contact and coo rdination with the 
PART NE R project team for the duration of the implem entati on of this proj ect. f-JIC will pro vide all the HI C 
delive rable s detailed in the Deliverables sec tion and will: 

• 	 f lost the appli cation over the co ur se of its lifccycle 

• 	 Provide day-to-clay mana gement of the proj ect work plan 

• 	 [ lost peri odic team meetings to review the sta tus of proj ect activities against the plan 

• 	 Pro vide Project Plan Updat es - ongoing, as required 

• 	 Pro vide Exec utive Briefin gs - ongoing, as required 

• 	 Pro vide P ,\RTN E R with tran saction report s and mone y transfers on a schedule mutuall y agreed to 
by HIC and PARTNER 
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• 	 Prov ide a consistent loo k and feel for related applications under development 

• 	 Provide ongo ing monitorin g of system efficiency and effect iveness and correct · deficiencies in a 
prompt manner 

• 	 Provide resource s to design, create, test, and impl emen t the service 

• 	 Perform system maint enan ce and upgrades 

• 	 Run databa se backup s and recovery rout ines 

• 	 Crea te a Busine ss Continuit y Plan 

T E RM OF AGR EE ME NT 

This Agree ment will remain in force un ti! such time as PARTNER and/ or f [IC decides to terminate it with 90 
days written notice to the o ther par ty. 

SOFTWAR E D E VELOPMENT PROC ESS 

The following outline explains the steps in the f IIC software develo pment pro cess that will be followed dur ing 
the course o f this project. 

STAGE 1 - PROJ ECT DEFINITION - INFO RM ,\TION GAT I IERING 

• 	 Gat her information on PARTN ER bu siness practices 

• 	 Gat her informati on on encl user needs and pref erences 

• 	 Ga ther informati on on exist ing informati on systems used 

• 	 Doc ument PARTNER's functiona l requ irements of the proposed system 

STAGE 2 - PROTOTYP E and SPEC il"I CAT ION 

• 	 Design the user interface 

• 	 Develop a prototype that simulates the flow and functionality of the propo sed applicatio n 

• 	 Review the prot otype with PARTNER and mak e chan ges as necessary 

• 	 Write the System Requ irements Spec ification (SRS) doc ument 

• 	 O bt ain Pr\RTNER sign-o ff on the SRS prior to Application Development 

SL \ GE 3 - APPLI CAT ION DFVELOPTVfENT 

• 	 Create system design 

• 	 Code the application 

• 	 \Vrite technica l documentation as needed 

• 	 Te st in conjun ction with PARTNER 

• 	 Obta in PI\RT NER sign-o ff prior to application launch 

S"L\ GE 4 - I\ PPLI CX l'TON Lr\ UN CI l 

• 	 Prod uce and disseminate pre ss releases as needed 

• 	 Prod uce and disseminate operat ion s/ user manual and/ or mark eting materia ls as need ed 

• 	 Launch applicati on in produ ction environment 

STr\ GE 5 - ,\ PPLIC , \TI ON TVL\INTEN 1\ NCE 

• 	 Implem ent "b ug" fixes 

• 	 Enable onlin e feedback form for all users 
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• 	 Manage and respond to customer feedb ack 

• 	 Plan for new versions 

CHANG E PROC E SS 

T he sco pe o f wo rk as specified in this doc um ent shall no t change exce pt wh ere app rove d using the follow ing 
process : 

Prio r to So ftwar e D elivery: 

• 	 T he f-IIC pro ject mana ger shall rev iew an issue and determin e whether the reso lution will lead to a 
change in sco pe, defined as a change that will imp act cos t, schedule, or staffing. 

• 	 T he pro pose d change shall be doc um ented in a sco pe chan ge order, includin g the impa ct on schedul e, 
cost, and staf fing. 

• 	 Th e PART N E R pro ject mana ger shall review and app rove the scope chan ge. 

• 	 T he sco pe change ord er shall be reviewe d by HI C an d/ or th e Access Hawaii Co mmitt ee (if fee related) 
and is app rove d up on signatur e by the HI C Ge neral Manager . 

r\ft er final rev iew and up on signatur e of the I !IC Ge neral Manager, the sco pe change order shall beco me an 
am endm en t to the Statement of \X!ork. 

After Softwa re D elivery: 

Main tenance: To repor t an erro r, the PARTN E R pro jec t manager shall co n tact the HI C Partn er Liaison or 

Pro jec t Manager. Urgent requ ests may be dir ected to the f !IC Pa rtner Liaiso n, Pro jec t Manager, Dir ector o f 

Deve lopm ent, or Systems Admini strat or. 


If PART N E R wo uld like direct access to HI C's issue tracking system to monitor and co mm en t on issues, 
Pr\RTN ER will be invo iced annu ally at $240.00 per acco unt. 

T he sco pe of wor k as specified in this doc um ent shall not change exce pt where app rove d using the follow ing 
pr ocess : 

• 	 Th e P1\R TN E R pro ject man ager en ters a new issue in HIC's online issue tracking system . 
• 	 T he 1--IIC Partn er Liaiso n shall rev iew th e issue and dete rmin e whe ther the reso lution will lead to a 

chan ge in sco pe, defined as a change that will impa ct cost, schedule, or staffing. 
• 	 T he propose d chan ge shall be docum ent ed by I !JC in a sco pe change order, includin g the imp act on 

schedule , cost , and staffing. 
• 	 Th e P r\ RT NE R p ro ject mana ger shall rev iew and app rove the scope change order . 
• 	 T he sco pe chan ge order will then be subj ect to final review by the f !IC Ge neral Manager and / or the 

Access Hawaii Co mmi ttee (if fee related). 

,\ft er final review and up on the signature of the f!I C Ge nera l Manager , th e scope change ord er shall beco me 
an amendm en t to the State ment o f \Vork . 

1\ fter the appli cat ion is laun ched, any change req uired can be requ ested via Hl C's change man agement syste m. 
l ;or sub stan tial chan ges or chan ges in sco pe, an add endum to the state ment of wo rk may be requir ed. l !IC will 
then rev iew the chan ge reques ts and prior itize it with ot her requ este d changes. Access Hawaii Co mmi ttee 
app rova l is needed for fee related chan ges only. 
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Nex t, HI C will p rov ide a response to the PART N E R. Th e response will desc rib e the exact chan ge , est ima ted 
co mpl et ion date, and th e estim ated reso urces requir ed. If the requ est ed chan ge requir es an unu sually high level 
o f HTC reso urces, o r is signifi cantl y out o f sco pe o f the or iginal Statem ent of \X/ork docum ent for the 
appli cation, HI C may decline to perform th e chan ge. 

Th e Access f-!awaii Co mmitt ee may also p rior itize the requ este d change with f-!IC's o ther ac tivities . £\ wo rkf1ow 
diagram o f the change p rocess is show n below : 

Issue I 
Chango 

I Submit~ ~..,_)!Wr 
.,. ., I 'l -, , I 

/ -~ .. i i Scooe ! I Nol 

,/ Evaluate ', Ma or Change I Impact Analysis ' C·ianoe . sow I s,onec 
·" _ ----~- , ---- -- Amendmont !-"= ---- -­- ~ r =-- ---+-_, Change .. . . . , I . ., . 

1 " ,} . ' ·/ l . . ,,__,,; l ... >-~ 
;/ "'='"'.tll,"t~o Scope "-~•­i~.1~--~---------J 

. 

S~~ //"'-, ~ 
r·• 

___ 

­

CM~ 

I : Yes ./ A~~Appro: ~ --... No 

l
Add to Backlog '4-- _ _____-- ---- ---- (If feo related ---------------- .>-----­- -..­
.JJ,.,;Jl'l 'ili»',,,i \~1 "'""- _chl/sngo),. /,.. 

~" ?'--...,r· 
, .......
, 

Priority , __

' ~(,:./' " 
1 

IHIC & Agency 11,,->!!'f !!IcJ!')Stln tM~r 'i, 

,,, 
,,/.,., .., 

/ ''-.... NO 
, Issue '>---­
'-... Resolved .· · "' ' .,,)~:,·· 

Schedule 

Deploymeot 
..,.,.''!'" ·-··· 

' ' 

Agency , NO : 
Approval 

·,,°"'"'{''/
t Yes 

Application 
No Chango r Deployment 

~ "l'~~t,i1'.''\1u~':l~ -~ 
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STAK E HOLDERS 

Department of Liquor Control Hawaii Information Consortium, LLC 

101Aupuni Street, Suite 230 20 1 Merchant Street Suite 1805 

f filo, HI 96720 rlo nolulu, HI 96813 

CHAIN OF COMMAND 

Department of Liquor Control 	 Hawaii Information Consortium, LLC 

Gera ld Takase, Director 	 Ru sse ll Cas tagnaro, Ge nera l ivfana ger 

Marcia Matsui, r\dmini stra tive Services r\ ss t. 	 T eri Berschneider, Dir ecto r of Porta l Operations 

'.lheng Fang, Dire ctor of Development 

Ca rrie iviiyasato, Partn er Liaiso n 

SIGN OFF 

I , th e und ersigned , have the auth ority to make bindin g decisions on beha lf of my respect ive agency/ departm ent 
regarding project s in co llab orat ion with f-lIC. 

I also have the authority to allocate agency/department resources towar ds the above -described proje ct. 


I have read the abo\'e docu ment and under sta nd all impli ca tions ther eo f. Any future chan ges to this Statement 

of \'\fork will be mad e th ro ugh a formal reguest to the I JIC Ge neral Manager. 


By signin g, I ackn ow ledge that the proje ct descr ibed herein ha s receive d any required legal reviews and is in 

co mplian ce with current State of [ lawaii statut es and administrative rule s. 


Date: 


Gcu:: (Sl{Ji~,.__rn

Rus sell Cas tagnaro 

Dire cto r Ge neral Manager 
Department of J,igu or Co nt ro l I lawaii Informati on Co nsortium , LLC 
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, \pp cndi x: Ligu or Co ntrol I ;ccs 

De scription 1:iling Fee 
(Rule) 

Porta l Admini st ration rec 
(Added O n) 

Cred it Card 
Process ing I ;cc 

Appli cation for Liguor J,iccnse $50.00 $5.00 $0.00 

Dire ct Wine Shipp er Permit Appli cation 
1-year 

$48.0 0 $4.80 $0.00 

D irect \\line Shipper Permit ,\ppl icat ion 
2-ycar 

$96.00 $9.60 $0.00 
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